
Good training can minimize employee complaints 
 
When staff members are on the same page as commercial residential dwelling owners and 
property managers, morale improves and employment practice liability complaints can be 
minimized or even avoided. 
  
 

 

That means training needs to be up to the task. Whereas Americans 50 years ago, or even 30 years 
ago, could sit in a class and learn from lectures and text-heavy books, that model of education no 
longer works well for some people. Interactive sessions, hands-on learning, concise bullet points that 
drive home crucial points one at a time, and pictures or video all play better to today’s variety of 
learning styles, according to a Units interview with Jim Knight, managing partner with People Forward. 
  
You can maximize your training impact by coupling in-class lessons with digital media—whether those 
are short YouTube videos with follow-up content, tweets, or even six-second Vine vignettes that 
demonstrate failures or success in a funny or interesting way. 
  
Managing or leading using threats and punishment is a recipe for failure, Knight says. Instead, create 
a positive, harmonious work environment that recognizes and rewards success and mentors people 
out of their ways of error. Knight adds that hiring the right talent is crucial: “Hire for personality; train 
for skill.” Remember, in the multifamily residential living industry, service is a distinguishing factor. 
  
Self-evaluations should be combined with organizational feedback both to assess the strengths and 
weaknesses of the apartment or condo staff and operations and to provide employees the opportunity 
to air grievances and get management’s response. That means quality communication is key—both 
top-down and bottom-up. The free flow of ideas and concerns is a critical component in addressing 
employee complaints before they become employment practice liability claims or lawsuits. 
  
When you train your employees to achieve quality cultural norms and enforce compliance by 
everyone, you breed order and respect along with an attitude of cooperation and superior service. 
Engagement between front-line workers and upper-echelon managers and executives diminishes the 
us-versus-them mentality and promotes collaboration and problem solving, which can keep everyone 
out of the dog house when it comes to wages, hours, hiring, promotions and career development. 
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